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摘  要 
I 
摘  要 
随着快递业的迅速发展，厦门邮政速递面临着运作能力已无法满足市场需求
的问题。本文筛选出国内出口邮件处理做为核心流程对厦门邮政速递邮件处理能
力及提升进行研究，选择排队论、瓶颈与约束理论（TOC）、业务流程管理（BPM）
等理论基础作为研究的理论依据。文章对我国快递行业发展、厦门快递企业发展、
厦门邮政速递发展、以及快递行业中快件处理的能力及模式进行概述，从 7 个方
面（地理位置、组织机构、自动化分拣设备、信息系统、大平面现场管理、流程
设计以及邮件处理成本管理）分析了厦门邮政速递邮件处理能力现状，应用5W2H
及鱼骨图等工具分析定位流程瓶颈问题，并将分析定位的问题汇总归类为能力规
划、组织机构设计、业务管理制度设计、邮件处理流程设计等 4 种类型。针对
4 类问题提出改善问题的指导思想及改善依据，遵循业务流程管理等各项理论知
识的指导，分别设计 4 类问题的改善方案，明确邮件处理能力提升的目标及度量
指标，评估改善方案的效果。邮件处理能力提升的研究可帮助厦门邮政速递提高
企业竞争力，满足市场需求的变化，但同时有待继续深入研究行业内代表性的竞
争对手的快件处理能力水平，为厦门邮政速递邮件处理能力的提升提供更多的借
鉴。 
关键词：厦门速递；处理能力；提升 
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Abstract 
 III
 
Abstract 
 
Express delivery industry has been growing rapidly in recent years. However，
it also comes with the problems that Xiamen EMS's service quality couldn,t be 
guaranteed. The domestic mail delivery processing is selected as the main process in 
technological process of Xiamen EMS's mail processing by using the method of 
screening in this paper. Queuing theory, theory of constraint(TOC) and business 
process management(BPM) are selected as the basis of theory for research. In order 
to explain the market and development background of the subject, this paper 
analyzes the situation and development of China's express delivery industry, 
Xiamen's express delivery industry and the development of Xiamen EMS. It also 
discusses the ability and the mode of mail processing ability in express delivery 
industry.Seven main factors (location, organization, automated sorting equipment, 
information systems, site management in large flat, business process management 
and mail processing cost management) are considered here for analysis. The analysis 
tools such as 5W2H and fishbone diagram are used to study the problems and 
position of the process bottlenecks. The problems are divided into 4 categories such 
as capacity planning, organization design, business management system design and 
mail processing process design. By using the knowledge of business process 
management, an improvement scheme is figured out.And then it illustrates the 
guiding ideology, the target and the measurement of the improvement of Xiamen 
EMS's mail processing capability. This research can help Xiamen EMS improve 
competitiveness. It also needs further study in the industry representative of the 
competitors to provide more reference for Xiamen EMS to enhance it's mail 
processing capability. 
 
Keywords: Xiamen EMS; Processing Capability; Improvement. 
 
厦
门
大
学
博
硕
士
论
文
摘
要
库
厦
门
大
学
博
硕
士
论
文
摘
要
库
目  录 
 V
 
目  录 
第一章  绪论 ..........................................................................................1 
第一节  研究背景及意义 ......................................................................................1 
一、研究背景 ......................................................................................................1 
二、研究意义 ......................................................................................................2 
第二节  研究内容及方法 ......................................................................................4 
一、研究内容 ......................................................................................................4 
二、研究方法 ......................................................................................................5 
第三节  研究的理论基础 ......................................................................................6 
一、排队论 ..........................................................................................................6 
二、瓶颈与约束理论 ..........................................................................................6 
三、业务流程管理（BPM） ..............................................................................7 
第二章  我国快递行业处理能力概述 ..................................................8 
第一节  快递行业快件业务发展概述 ..................................................................8 
一、全国快递行业快件业务发展概述 ..............................................................8 
二、厦门快递企业快件业务发展概述 ............................................................10 
第二节 快递行业快件处理能力及模式概述 ......................................................10 
一、快件处理能力 ............................................................................................10 
二、快件处理模式概述 ....................................................................................11 
第三节 本章小结 ..................................................................................................14 
第三章  厦门邮政速递邮件处理能力水平分析 ................................15 
第一节  厦门邮政速递邮件业务发展概述 ........................................................15 
一、组织机构发展 ............................................................................................15 
二、业务量发展 ................................................................................................16 
第二节  厦门邮政速递邮件处理能力现状 ........................................................16 
厦
门
大
学
博
硕
士
论
文
摘
要
库
厦门邮政速递邮件处理能力及提升研究 
 VI
一、地理位置 ....................................................................................................17 
二、组织机构 ....................................................................................................17 
三、自动化分拣设备 ........................................................................................17 
四、信息系统 ....................................................................................................20 
五、大平面现场管理 ........................................................................................23 
六、流程设计 ....................................................................................................26 
七、邮件处理成本管理 ....................................................................................29 
第三节  厦门邮政速递邮件处理能力存在问题及分析 ....................................29 
一、地理位置现状的优劣分析 ........................................................................29 
二、组织机构存在的问题及分析 ....................................................................30 
三、自动化分拣设备运行存在的问题及分析 ................................................31 
四、信息系统存在问题及分析 ........................................................................35 
五、大平面现场管理存在问题及分析 ............................................................35 
六、流程设计存在问题及分析 ........................................................................37 
七、邮件处理成本管理存在问题及分析 ........................................................43 
八、邮件处理存在问题的汇总归类分析 ........................................................43 
第四节  厦门邮政速递邮件处理能力水平提升的必要性及可行性 ................44 
一、邮件处理能力水平提升的必要性 ............................................................44 
二、邮件处理能力水平提升的可行性 ............................................................44 
第五节 本章小结 ..................................................................................................46 
第四章  厦门邮政速递邮件处理能力提升的实施方案....................47 
第一节  厦门邮政速递邮件处理能力提升的指导思想 ....................................47 
一、充分应用理论基础，结合现场调查实测的方法 ....................................47 
二、树立持续性的循环管理的指导思想 ........................................................47 
第二节  厦门邮政速递邮件处理能力提升的目标及度量 ................................48 
一、度量指标及标准说明 ................................................................................48 
二、度量指标现状及提升目标 ........................................................................49 
第三节  厦门邮政速递邮件处理能力的提升方案 ............................................52 
一、能力规划问题的改善方案 ........................................................................52 
厦
门
大
学
博
硕
士
论
文
摘
要
库
目  录 
 VII
二、组织机构设计问题的改善方案 ................................................................53 
三、业务管理制度设计问题的改善方案 ........................................................54 
四、邮件处理流程设计问题的改善方案 ........................................................56 
五、优化后的邮件处理流程 ............................................................................64 
第四节  厦门邮政速递邮件处理能力提升的实施保障及效果评价 ................68 
一、邮件处理能力提升的实施保障 ................................................................68 
二、邮件处理能力提升的效果评价 ................................................................68 
第五节  本章小结.................................................................................................71 
第五章  结论与展望 ............................................................................72 
第一节  本文结论和启示 ....................................................................................72 
一、主要结论 ....................................................................................................72 
二、启示 ............................................................................................................74 
第二节  研究展望.................................................................................................75 
参考文献 ...................................................................................................................76 
致  谢 .......................................................................................................................77 
附录  邮件处理中心现场区块化管理重点事项清单 ...........................................78 
 
 
厦
门
大
学
博
硕
士
论
文
摘
要
库
厦
门
大
学
博
硕
士
论
文
摘
要
库
Contens 
 IX
 
Contents 
Chapter One Introduction ....................................................................1 
Session 1 Background and Meanings..................................................................1 
Session 2 Contents and Methods .........................................................................4 
Session 3 Basic Theories .......................................................................................6 
Chapter Two China Express Industry Processing Overview ............8 
Session 1 Express Delivery Industry Express Business Development 
Overview ................................................................................................8 
Session 2 Express Delivery Industry Processing Capacity and Mode 
Overview ..............................................................................................10 
Session 3 Summary of This Chapter .................................................................14 
Chapter Three Analysis of Xiamen EMS's Mail Processing 
Capability..............................................................................................15 
Session 1 The Development of Xiamen EMS's Service ...................................15 
Session 2 Status Quo of Xiamen EMS's Mail Processing Capability.............16 
Session 3 Problems and Analysis of Xiamen EMS's Mail Processing 
Capability.............................................................................................29 
Session 4 The Necessity and Feasibility of the Improvement of the Level of 
Xiamen EMS's Mail Processing Capability....................................44 
Session 5 Summary of This Chapter .................................................................46 
Chapter Four Implementation Plan of the Improvement of Xiamen 
EMS's Mail Processing Capability.....................................................47 
Session 1 Guiding Ideology of the Improvement of Xiamen EMS's Mail 
Processing Capability .......................................................................47 
Session 2 The Target and Measure of the Improvement of Xiamen EMS's 
Mail Processing Capability ..............................................................48 
 
厦
门
大
学
博
硕
士
论
文
摘
要
库
厦门邮政速递邮件处理能力及提升研究 
X 
Session 3 Improvement Scheme of Xiamen EMS's Mail Processing  
Capability.............................................................................................52 
Session 4 Implementation Support and Effect Evaluation of the  
Improvement of Xiamen EMS's Mail Processing Capability .......68 
Session 5 Summary of This Chapter .................................................................71 
Chapter Five Conclusions and Prospect............................................72 
Session 1 The Conclusion and Revelation of Paper.........................................72 
Session 2 The Prospects of Paper ......................................................................75 
References .............................................................................................76 
Acknowledgement................................................................................77 
Appendix List of Key Items in the Field of Mail Processing Center
................................................................................................................78 
 
 
厦
门
大
学
博
硕
士
论
文
摘
要
库
Degree papers are in the “Xiamen University Electronic Theses and Dissertations Database”. Full
texts are available in the following ways: 
1. If your library is a CALIS member libraries, please log on http://etd.calis.edu.cn/ and submit
requests online, or consult the interlibrary loan department in your library. 
2. For users of non-CALIS member libraries, please mail to etd@xmu.edu.cn for delivery details.
厦
门
大
学
博
硕
士
论
文
摘
要
库
